
July 2,2001

VIA COURIER

UOCKET FILE COpy ORIGINAL

Magalie Roman Salas
Office of the Secretary
Federal Communications Commission
445 lih Street, SW, Suite 6-A207
Washington, DC 20554

Re: In the Matter of Telecommunications Relay Services and Speech-to-Speech
Services (or Individuals with Hearing and Speech Disabilities. CC Docket No. 98-67. I
Report and Order and Further Notice ofProposed Rulemaking. Released March 6.
2000.

Dear Ms. Salas:

This letter responds to the above-referenced Commission's Report and Order and Section
64.604 (c)(1). SBC encloses the following items for filing:

1) an original and four copies ofSBC's TRS complaint log reporting on behalf
ofSBC's Arkansas TRS Relay center (Attachment 1); and

2) an original and four copies ofSBC's TRS complaint log reporting on behalf
ofSBC's Kansas Relay Center (Attachment 2); and

3) an original and four copies ofSBC's TRS complaint log reporting on behalf
ofSBC's Michigan's Relay Center (Attachment 3).

Additionally, enclosed is one additional copy of each referenced complaint log that we
would appreciate having file-stamped.

No. of Copies rsc'd () Ii If
list A8CDE ---------1



If you have any questions related to the contact infonnation provided above, please call
me.

Sincerely,

Martha S. Rocha
SBC Telecommunications, Inc.
Associate Director - Federal Regulatory

cc: Ms. Jenifer Simpson (paper copy and disk version attachments)
Federal Communications Commission
Disabilities Rights Office



Attachment 1
Complaint Log to FCC for Arkansas Relay Service

Reporting Period June 29, 2000 - May 31,2001

--- -- ----- - -- j--

I[)~T~_~~~EIYEP ~~TU~~g~CONqER_f\! J?_~~~J3ESOLVEDRE~~UT~C?N__________ _ _

1.) -- -l8i:2/b6-- .-. -- - (jus-tomer cc;rTi-plainecfabout Long DiS-ta-nce- -----_---08/02/00 Supervisor-i-efelrre<fh-ei--to-ttie' ~;oulhwesterrlBeli

Ca~r.ie! i>L~ti6lc.e. _pref~~~~'<~Ca~-hTs/.!lei-:_ =-=-.::.:-=------_: $~si~~-ss-9jfic:~:!.eg~~d Ing-thej~tu~Lbil[~h_e- ~=-__
C~rrier of ~hoice,_~~<!~~_o ~~~~s_profileto . <l ' !~~~i~~~_an~_ap~!()gi~e~_~~?!"y_~illirlg~!.~rs:__.
reflect always answer by voice. Supervisor updated customer's profile to reflect

__ ._. ~~~-~---:--._ -.-.:.-------=~__herwiShesaccui-ate[y:---- - - -------.---

~.- I _. .•.... _. ..... ._. •__ .__ _._____ _ _

Customer_said sh~.~~II~c!_0"!.10/2~~_n..d _ _ 1Q~?91.9.Q §,u~~i_s..9!~pol9.gi~e~f()~-!he_CA.:sJ?~~~vior ~.!!.d__
used the word "nigger", and the reported it to the CA's manager.

--=t=-=-=-=~~-= gom-mun~~~on A~~tant (CA) toldJ!~ _- 11/9/00 Ihe_~A w~~~l!5e~o~bY!l~~m-,-a-rla-g-~-!-_-a-n-:-d-__-._-.. -
she would not say that word and bitched reiterated policy that TRS calls are controlled by

- -_.-_. -_.. - -~--- --- --------_.. - .- --~--,--------- -.._-----,--- - --_.-._---_. -----
at heL CA also told her it was customers, not CAs and TRS only relays

--- --. ------- - -.--.~- inappropriate, and used by ignorant pea-pie. information without editing. --~----

__ ."¢Aj~e.'1~ty-p~~-~~§.K-a~cfhur;g-upon-her.- -- ------- --.~-------
------- -j ------

2.) 110/29/00

---- -1-----

3J__-'::'.lT1/?,.9/00 -~=tcusto~~!J.~-~CO user and said she's not 11/29/00 Supervisor apologized for the co~~sio_~~~ __
satisfied with how relay handled answering suggested she tell CAs she wants the_m _

-- machinecails. Said she didn't want, - to fype "beep" when it is time to leave a
I CA to type the answering machine ". message on the answering machine. T--h-e--- I

I __I message, but just let h'er know when to . (;ustomer did not feel she should have to dQ.lhat._
1 start speaking, so CA typed"VCO on GA." The customer indicated she would contact the

,:~=-~1.~~ ·~~~~i=:\~~~i~~~~~?fb~~~S;~~~~~d ...-=DH~TsB=m ~bou~thiSISS~~~~~~~~1
4.)_ .~1419101:- ..... ~j:t~f~~~~~~!"i~:d~~~~~'tIik"·--":~~~~-----~4/9/0-f~;~~~~~~~~~~~~~:~~~rs~~:erf<ir:.th-e _. _
=~~==J--- -.- -- ~ ~_ badSPellingynd-didn't do what I thinks customer may ti~lVe~ee-n-g-_e-t-tin-g-_~_-~-=-- _

asked fOL" The relieving CA placed a call, garbled messages occasionally and
_ _ -==-. ~the custolTler asked what she meant .~ misinteqJreted it as a CAmlS~peilfr:!g_w..9_~~~~~~=I! by"km." The CA had not typed "km" ";,==_= ~-===.:.=.. ~- _du!I6g_~~>,- ofcori-vers_aiion.--~----- ---- =-_~-=-~-==-=-=.::.~-~===--~-=_~_ ___.
5~)~_-·~~r5/_14!01 ~

-- /;~:~~:~~j~~~~~~~t1~~~~t·~a-~t-. - -- , S./~~iOl\~~~~~;rt~z~i;~z:~;~~~~:i~~~:t~---
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Attachment 1
Complaint Log to FCC for Arkansas Relay Service

Reporting Period June 29, 2000 - May 31, 2001

---1-- --- -- ~U~~_t~~llg._arld rang bu.~~~nswer. ~h:~: ~~~:~; i-~~~c~~r~~i~~~~~ls. ··-..-------1

I
.- --.- - --.-..----- .- . ---.-..-..-.----- -_.. -- -- . .. .-. -..

" problems. Checked with manager
i and she advised to make test calls.
1 . The test calls were-made, and had no .-.-...
i ... ~--;-.--- ..-- -..- --.------..---.- problem getting·jntocenter. Supervisor-----

\
..-'- ... _.-._.. -_ .._-_ .. _._------ ._-------. -----_.- --_..__._-~_.

.;. advised customer that she would get a call back
r-' ----------- after test calls were made to lether know what--------t ..--- ---.--...----- waSfound. Customer was satisfied with report.

l'"

:)

Final Log
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Attachment 2
Complaint Log to FCC for Kansas Relay Center
ReDortina Period. June 29. 2000 - May 31. 2001

jDATE RECEIVED I NATURE OF CONCERN DATE RESOLVED RESOLUTION
... -- " ... __.',_.-.-, ". --~----_.~ ----- -------- - ----------

- ._-- .. --"-"- --- ~-_._- .-. -- ._--- .'.

1.) 19/12/00 Customer angry because slhe asked for 800 09/12/00 Apologized to customer that CA
: Directory Assistance, but Communication _ was not aware there was an 800 #

'-'-'~-'------'-- -- _ .._---- -_ .._.__._--~----
1- ---. JA~~i~an!-l~~t~all~d !()~~I_Directory____.__ Dir~ctoryAssistance. The Operator

Assistance instead. was then educated about it.._.._--_.... ._~-_.._--- .._ ...~.__.- .._- -_. -~._..__._. --.._---- ----.-. -_.._._--_ ......_---

._._.. 1__ . _____.___.___ .... -._._--.... -.. _.__._.___._._._. __._.. _._ --_.,.- ------- ._..- --------_._-_........ ---- - .......... _..._--

2:1____ l~/18!QO__ ._ Customer complained that his phone rings and 9/18/00 ~polog~ed!s>c_ustomer about calls... _. __._~----_......----- ...__..._•.._--_._---
~---

----j-_.._--_.- when he answers a call is never connected. from relay coming_!.r!!9 his home.-_.•.,._-_._~-----_. ----._--- _.
FJoor_supe~~~~~J.9.. sh~'>\I9~!(j pass _----------------_.------ ._----- _.__ .

---

~=.==~L=-=~==·-=~~_===-·'1 ._ _~_--=-~= __.~ ..~--- --_._--~-------,-.~-
this infor.!!1~tion to the management

1 team. Management team reviewed
._.._.......

j
._--~-_._.

relay procedures during.gj\
observations._. ----------- ---.,-_.. - - --- - - ------_.._------ -_ ... ... _- -_._-----~--- .._- f------- . .

---- ---. --- -

3.) . 10/12/00 Customer said he.vvas making a local call and 10/12/00 Supervisor apologized for ._._-
CA did not put it thru but hung up on hirll . inconvenience. Asked if slhe wanted

,: a call back from a_1!'~"!.ag.E=!.r-...!.~X~~~.._----..-

no. Problem was tr:.ac~<!..to a problem----- -------------.

in the switch, w_~lch was fixed. ._-

~-_.-

Customer said Sunday night he received 3 phone 11/1/00 Supervisor apologized, suggest~d h~__4.) 11/1/00
.----_.

calls and none of them connected. Said his get CA #'s from those ca.!!ing him--_.._------ - --- -- ~ --- - .... ---- ._-----

niece tried to call him 3 times and CA said and that we would pass on to the
.~~-_. -----_._--- ---- -- -'----,. ~-_._--_.._--

---~-j---.- - ._----- - ..

Manager res·ponsibleforcu~C>..~~r -.no one answered.
--~--_.---

----.__ .. - .'-."_...__.. _--_._.--",- ----~~--~---

contacts.

--_.__._.- .- ----. ..- ~.~_._~........_... -- -~_...~--~-----
-_._---j------_.. 11/10100 Manager called customer, who said_h~_

1- -------_-'__'0 __

had new eguip_ment. A phone
technician had come to his home, and

...

found it was not hooked up correctly.
-~~._.I---~---_._- -----_ .. ----_..-- .._--~~--

.~. '

5.) 111/2/00 Cu~~!gme.l" colllplained..!.he way CAs a.!:.e: ..' 11/2/00 Supervisor forwarded complaint to the-,--_._------_._..----1----··-·----·-··
handling VCO calls. He says he answers voic~_ . manager-resporlsible-for-customer·· .....

...... -I-- first then TDD and never gets a rese9nse. contacts. See 11/10100 Resolution---_._-

above.
--_._- ---_.-

Final Log Page 1 of 4



Attachment 2
Complaint Log to FCC for Kansas Relay Center
Reoortina Period. June 29. 2000 - May 31. 2001

6J ---J1I1()/~ -- - -I Custolllersaid s/he_called in and CA never 11/10100 Supe~~sor ap~l~gized Jor !!J~ tro~~l_E:!:-___------ ---

,responded.
--------_ .. - ~uE~!'_'~sor sfl()~~~it!!~he__g!' w~_<?~ad_- - ------------ -1- - - ------

turned in a t~~l:l!?I~~epC?rt s!9ting s/h~__
-- -- -------- j --- - - --==~~~----===-=--- could not connect with the TTY.

-- ----
I I

_T~e~q~ifl~~l"lt_""e_nt_~o~SCII~!mes.---+ I
--------------

------,----------~-

Technician looked at the computerI-------1-- -----1'--- -------- ----------- -- ----------------

~---------------- and could not find a problem.

--- ,----- .'._--
____________________J_____________________

-12/30100 Supervisor saidCA should've referred---7.) _ 12/30/0_~_ ___I Customer complai""<Jthaltli,;doctor tried to call 1------ ---------- -----------------------------------
him from cell phone but his call came into the _ _ ______ doctor to Relay Mi~souri.!~_<;.omplete __-------- - --- --- ----- ----------------------.__.-------- --
TRS as a Missouri #. The doctor had to call him ______________________ the call,a~d wouldl~!~0rl1e0l"leJn______----I ------ - --------.-------------------------- ------ ---

---
Icollect. He did not feel he had to pay for this call ___________ ___ __ management know about this but

__________ --¥nd th-inksit's-a-violatlon--oftheFCC.--- ---- _ didn't think anything could be donej about it since we have no control-------- -------~~l---------- ------------- -_ .._---

on how cell phone calls come in.

-_._'.-_.... _--_. "._-- -- -=---=~ ~==-~r--=====-~ =------=------------ I - - -- - --------~------ -----
8.) 1/2/01 _ Cus!~l"!1E:lr _~aid _he orderest <;.h_~£k~via a check_ 1/2/01 A l"l:lC3na.9~~9I1ed customer back and

---
___ comflany's 80g # t~~.o~_g~ _t~e.!<~ns~s R~lay ___ _ ____ _______ _ f ____ he_r~ad the TTY print out. Ma[lager

Center (KRC). He received wrong style of assured the customer the CA at KRC
--------- -- ------------------ -- ----- ---------- ----- ------- -- -- ---- ------_ ..._----.--_._- ----~--------

checks and spent $40.00. '_.- followed the verbatim rule as speci-

-----------~-----------_._._---_.•. _.'.' .. - _._-~.- - _.-
fied in the contract. Manager

.._-----------,-- ----,. _..~---_._--_._,--_ ...
erl~Quj~g-~~I~~~customerto-dealWlth--

--1-------------l-------------- . t~...£_~eck compa~y dir~<;.!ly~d us~___

---------------~~-\ -- ------ ----- - -------------------- ..-------_... _---
the TTY tapE! as pr()o!....o_f.wh~.!..~____
ordered. The customer said he would

-- ---- -----------

let the manager know what happened

--------- -- .._,,-- in a day or two. Never got fUr!hE!~_
information from the customer.

1--

------- ---- ----------- _.~-----------. - -- -_._---- -

~J__ 1/18/01 Customer said she was talking to her pharmacist 1/18/01 Complaint typed. uPL9i~en to mal1ager.
-----------1-'-------

-------------
and\Vanted to interrupt his response because it Manager called customer to clarify the
was her call and under her control and she's '".' _!)ituation. Managerc:p~IC?gi~ed_!.()rJ~~ __

----

known him for years. CA told her don't ever do trouble. She discussed this situation
--------_..._----_ .. - - ----------- -------- .. ----. ~-_ .._---

------ ---_.__ . --_._-- -_._------ th_a1.et9.8in. _.§~E:l..askE:!.<!.<:;_~l()r her....CA # fiVE!_ times -------
with the CA, and_reViewed policy on__~_

- ------------_._.---
but CA refused to give_it to her. CA asked her

f------- ----------.-
PlEyiding C~# when customers ask

why she n~~cJ.ed her 10 #. Customer asked CA for it.
-------_.---- ------

3 more times but she refused to give it out.
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Attachment 2
Complaint Log to FCC for Kansas Relay Center
Reporting Period, June 29, 2000 - May 31, 2001

- --

-_.__ ..•. _.. _-----------_ .._---

- - ~~-----_._._-_ ..~-

3/26/01

- j----

----~l------

12)

______________.__~_ iC~stom~'"_tben as~~.9_ for supervisor, but the CA

I:i~~du~~f:~~~a~s~~~a)~ ~:~I~~:k~~~~nd .

,aT· ~2illi61 =_ ~:;oa~~rj~~~~~1~~~:~;:~I~cF:- .-~~-~~~ ~~:e~~:~~:~n~heM;;~~e~~rtlt--
--..--~-] _ --..-r- ---.- ------_-~-=_=. ~-== _._--=-_=~=_-==--cJ1ec~ecrt~~_recordirigsys~~·m, an~=--=-

i I found it was working properly.-------r----- -+---------- ------------- -------------- -----.-..--~---------

11.) ----12714/01 -- - !customer on cell phone madbecause we would-2714701 EXiJjamedfocustomer that calling
~ __ =_=-c=_=-=_ - !not pl~c~his c:;all. _§.aid_NorthCarolinawillPTciCe-- - - trom out-of-state !hrough th~ KRc--

-1- call for him. Also said he would sue if we calls must terminate in Kansas, or be
----L_ - _ --=1wouf~n:~p,ace call and it was an emergency. billed!o a Ka..!:1~~s-telephonenumber

~j~--~--I - _-- _-- ------.•..-=.=~ ~i~ri;;::~~~!::~
~ management.

IMissouri customer had called SWBell Directory ;/26/01 Supervisor called Relay Missouri and
jAs'sistance-fora numbe~bUfltwasa~put>lic ,.--- ----- spoke to someone there. W-e-----

+----- --- ==~~Ka~~;asnumb~!. '-~~.i!~.!oryAs~~tanc~___ __ _ ~xFlai'!ed-the troubl~th~_custom~r-----
operator!ri.ed calling a#!()r_h~.rJ~rlJ.-'5Bg,___________ __ ~~sJ1.avi.'!g_in gettif!g_t~~_c:;~IIy_la_~~9: __
but got no answer. Customer thought our CA The person at Relay Missouri said

I-~ -=--~\;~I~a~I~~~~on~~~~~~~~:1t=er-- --- ~~==~i'~;~f~~W~(tl~:~py.------
-====1. jhelPed _her theJ..st till1e. She fel!.the SWBell

Directory Assistance operator was very rude to
_ her~-buTw~.v~ry graTelU:(!e>':.a_lI_o!~.ur'~he _1=_-__.__ . _

1-n· ~~~:~n~~~~callHelay Missouri and have them
1-~= 4/20/01=== ~~~t~~-racddent:~ydia;:;911 in error just' .;. 4/20/01 Customer was-calm when he hung

'1-~-~-=~~==-. J~~~~~J:~~eg~=I~f~~~:1~~~~~}r~~ie~1~;~= ==-==-=~-.~~:-=- ~t0h~ ~~~~;~~;;I;~t~~~~J~··
----I---------l~~~t~I:~~a~u;ha~t~~;:~~6u~r:~e:ncy. His 6~~li:;~~i:t~~~ ;:d:~~e~~~~~~form

1- --- --.---~.ilnformed him oTthe interrWltion rather than the . the customerabouf911 because he -
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Attachment 2
Complaint Log to FCC for Kansas Relay Center
Reportinq Period, June 29,2000 - May 31,2001

'_.. ~-I--=::=~I!'ers<>n h~","==al~ng_=-~=_~==- --:1- . -I~~i:g~~~{~:~;~~~ ~~~~~~~:~;::
~-.::.-=-:=--c-+::::--:---;---;-_--;---;--;---

---- -.> ---- ------ T------- ----------------~~=-==-=-~--==-=-l=---~ ul~fs~~n~~::g~::~~~~~~~~~~~r.

1:
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MICHIGAN RELAY CENTER
Rcporting Period

June 2') 2000 - May 31, 2001

No.

2

3

4

5

6

7

8

9

10

II

Uate of
Comiliaint

7/27/00

8/2/00

8/6/00

9/5/00

9/11/00

11/13/00

1/31/01

3/1/0 I

5/5/01

5/20/01

5/27/01

Nature of Complaint I Date of
Resolution

Customer said Rep hung up on him and did not offer to make another call. I 7/27/00

Customer said Rep hung up on him and did not offer to make another call. I 8/02/00

Customer said Rep hung up on him and did not offer to make another call. I 8/6/00

Customer stated that Rep was very rude. He was talking to AT&T and the Rep did I 9/5/00
not ask him ifhe wanted another call. It was very rude.

Customer made a call this morning, and the Rep reached an answering machine. I 9/11/00
The Rep didn't type what the machine said, and instead typed "Ans-Mach-Lv 30 scc
msg.".

TTY Customer wanted to make another call, but Rep hung up on her. I 11/13/00

TTY caller complained that Rep did not pay attention to customer's request for I 1/31/0 I
another call. :i

Voice customer found Rep rude, disrespectful and out of bounds. Voice customer I 3/1/01
stated Rep answered some of TTY questions instead of letting the voice person
respond. Voice customer told Rep not to do that. Rep argued with customer about
how Rep is supposed to do her job. Customer asked to be transferred to a
sunervisor. was out on hold then Itot disconnected.

TTY user provided with specific information to listen for on the recording. Then, I 5/5/0 I
Rep refused and typed "recording too fast". Customer felt that the Rep should have
made more of an effort.

TTY user stated that the Rep did not type full message from an answering machine I 5/20/01
that was recorded. Rep typed "ANS MACH, LV MSG."

TTY user stated that the Rep did not type the full message and did not notify the I 5/27/01
TTY user that the phone had rung. Rep told TTY customer at first there' was music
playing on the recording and then there was a male voice that was talking very fast
and she cannot tvpe 90 words ner minute.

FINAL

Resolution

Supervisor assured the customer that the Reps would be rcmimkd to offcr another
call and apologized for the inconvenience.

Supervisor assured the customer that the Rep would be talked to and apologized for
the inconvenience.

Supervisor assured the customer that the Rep would be talkcd to and apologized for
the inconvenience.

We apologized for the inconvenience and customer was satisfied.

We apologized for the inconvenience and reinforced Reps are supposed to type
what the machine says even though machine messages arc often too fast. The
customer was satisfied. A thank YOll card was sent to the customer for bringing the
matter to our attention.

Manager talked with Rep about this call. Rep remembered and said she hit the
wrong ALT key by mistake. Manager explained that it is extremely important that
she is fully focllsed on each and every call.

Supervisor apologized for the inconvenience. Customer was satisfied.

We apologized to the customer for any inconvenience. Manager did speak with
Rep. Rep disagreed with the events described by customcr and stated tlmt they
understood proper procedure. Customer was satisfied.

Supervisor apologized for inconvenience. Customer was satisfied.

Supervisor apologized for inconvenience. Customcr was satisfied.

The manager called and followed up the report. Customer was satisfied.
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